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Chapter 7 
Topics: 

 *What does Operations mean today 

*Growth in the services and goods sector 

 *Creating value through operations 

*business strategy as the driver of operations 

*Quality Improvement & Total Quality Management 

 *Adding value through supply chains 
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*What does operations mean today ? 

The term operations (or production) refers to all the activities involved in making 

products—goods and services—for customers. 

ِظطٍر " اٌؼ١ٍّبد أٚ الإٔزبج " ٠ش١ش إٌٝ خ١ّغ الأٔشطخ اٌزٟ رزؼّٓ إٔزبج إٌّزدبد ) اٌغٍغ ٚاٌخذِبد ( 

 ٌٍّغزٍٙى١ٓ.

1- Service operations (service production): activities producing intangible and 

tangible service products, such as entertainment, transportation, education, 

and communications services. 

ػ١ٍّبد إٔزبج اٌخذِبد : ػجبسح ػٓ أٔشطخ رٙذف إٌٝ إٔزبج اٌخذِبد اٌٍّّٛعخ ٚاٌغ١ش ٍِّٛعخ ِثً اٌزشف١ٗ 

 ٚإٌمً ٚاٌزؼ١ٍُ ٚخذِبد الارظبلاد . 

 خذِبد ٍِّٛعخ أٚ غ١ش ٍِّٛعخ 

 

2- Goods operations (goods production): activities producing tangible products 

such as radios, newspaper, buses and textbooks. 

ػ١ٍّبد اٌجؼبئغ أٚ ػ١ٍّبد إٔزبج اٌجؼبئغ : ػجبسح ػٓ أٔشطخ رٙذف إٌٝ إٔزبج ِٕزدبد ٍِّٛعخ فمؾ ِثً 

 أخٙضح اٌشاد٠ٛ ، اٌٙٛارف اٌخ٠ٍٛخ ، اٌسبفلاد ، اٌىزت اٌّذسع١خ .

 ِٕزدبد ٍِّٛعخ فمؾ
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*Growth in the services and goods sectors  

ربس٠خ١بً وبٔذ اٌضساػخ ٟ٘ اٌمطبع ا١ٌّّٙٓ ثؼذ رٌه ّٔب اٌزظ١ٕغ ثُ ثؼذ٘ب ثذأد اٌخذِبد فٟ اٌظؼٛد اٌغش٠غ 

 GDP ِٓ ز١ث الأ١ّ٘خ الالزظبد٠خ ٚأطجر ٠شىً ٔغجخ ِئ٠ٛخ خ١ذح ِٓ إخّبٌٟ إٌبرح اٌّسٍٟ

GDP : the value of all goods and service produced by the economy , excluding 

foreign income . 

 إخّبٌٟ إٌبرح اٌّسٍٟ ٘ٛ ل١ّخ خ١ّغ اٌغٍغ ٚاٌخذِبد اٌزٟ ٠ٕزدٙب الزظبد اٌجٍذ ثبعزثٕبء اٌذخً الأخٕجٟ .

 02ِمبثً ثبٌّئخ  02 ثٍغذٚطٍذ أ١ّ٘خ اٌخذِبد ٌلالزظبد الا١ِش٠ىٟ ز١ث أْ اٌؼّبٌخ فٟ لطبع إٔزبج اٌغٍغ 

ثبٌّئخ ِٓ اٌؼّبٌخ فٟ لطبع إٔزبج اٌخذِبد . ) ثّؼٕٝ رٛظ١ف ػذد أوجش فٟ اٌششوبد اٌزٟ رمذَ خذِبد ِمبثً 

 رٛظ١ف ػذد ألً فٟ اٌششوبد اٌزٟ رٕزح عٍغ ( .

 فئْ لطبع إٔزبج اٌخذِبد ٌٗ أ١ّ٘خ فٟ رٛف١ش فشص ػًّ ٌٍىث١ش . employment*ِٓ ٔبز١خ اٌزٛظ١ف 

اٌخذِبد ٠شىً ػؼف إٌبرح اٌّسٍٟ الإخّبٌٟ ِٓ لطبع  إٔزبج ِٓ لطبعGDP * إٌبرح اٌّسٍٟ الإخّبٌٟ

 إٔزبج اٌغٍغ.

 

*Creating Value Through Operations  

what kinds of benefits its production provides, both for itself and for its customers? 

 ِب ٟ٘ اٌفٛائذ اٌزٟ ٠ٛفش٘ب إٔزبج اٌششوخ ٌٕفغٙب ٌٍّٚغزٍٙى١ٓ ؟ 

 ) فبئذح الأزبج ٌٍششوخ ٔفغٙب (

Production provides businesses with economic results: profits, wages, and goods 

purchased from other companies. At the same time, it adds customer value by 

providing utility. 

الإٔزبج ٠ٛفش ٌٍششوبد ٔزبئح الزظبد٠خ ِف١ذح ٌٙب ِثً الأسثبذ ٚالأخٛس ٚاٌغٍغ اٌزٟ رشزش٠ٙب ِٓ ششوبد 

 أخشٜ. 
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 ) فبئذح الإٔزبج ٌٍّغزٍٙى١ٓ ( 

 ِفَٙٛ اٌفبئذح ؟ ٌٗ ل١ّخ ِّٙخ ٌٍّغزٍٙى١ٓ . ٚفٟ ٔفظ اٌٛلذ فبلإٔزبج 

Utility: the ability of a product to satisfy a human want or need  

 ٟ٘ لذسح إٌّزح ػٍٝ رٛف١ش اٌشػب ٚرٍج١خ زبخخ الإٔغبْ ٚسغجبرٗ . 

 ِٓ ز١ث اٌشىً ٚاٌٛلذ ٚاٌّىبْ   Utilityرمغُ اٌفبئذح  ألغبَ اٌفبئذح ؟ 

in terms of form, time, and place.  

 ألغبَ .. )  اٌغ١ٕ١ّب  (  3ِثبي ٌزٛػ١غ اي

1- Production makes products available: By converting raw materials and 

human skills into finished goods and services, production creates form 

utility. 

٠دؼً إٌّزدبد ِزبزخ ِٓ خلاي رس٠ًٛ اٌّٛاد اٌخبَ ِٚٙبساد الإٔغبْ إٌٝ عٍغ ِٕٚزدبد ٔٙبئ١خ ٌٙب الإٔزبج 

 ظجر اٌفبئذح ٌٙب شىً  ) الإٔزبج ٠ظٕغ ٌٍفبئذح شىً ( .شىً .. فز

 *ػٕذِب ٠زُ خّغ اٌّمبػذ اٌّغشز١خ ٚأخٙضح اٌؼشع ِٚغزٍضِبد اٌّغشذ فئٔٗ ٠ظجر ٌٍفبئذح شىً ٌٍزشف١ٗ.

2- When a theater offers midday, afternoon, and evening shows seven days a 

week, it creates time utility; that is, it adds customer value by making products 

available when consumers want them. 

أ٠بَ ( فئْ  7ػٕذِب ٠زُ ػشع اٌّغشز١بد فٟ أٚلبد ِخزٍفخ ) فزشح اٌظ١ٙشح ، ِٕزظف إٌٙبس ، ػشع وً 

رٌه ٠ؼطٟ ل١ّخ ٚفبئذح ٌٙزٖ اٌؼشٚع ِٓ خلاي إربززٙب ػٕذِب ٠ش٠ذ٘ب اٌّغزٍٙه . ) رسذ٠ذ اٌٛلذ زغت سغجخ 

 اٌّغزٍٙه ٠ظٕغ "فبئذح اٌٛلذ " ( 

 

3- When a theater offers a choice of 15 movies, all under one roof at a popular 

location, it creates place utility: It makes products available where they are 

convenient for consumers. 

ػٕذِب ٠زُ ػشع اٌّغشز١بد داخً ِىبْ ٚازذ ِشٙٛس ِلائُ ٌٍّغزٍٙى١ٓ فئْ رٌه ٠ؼطٟ ٚلذ ٌٍفبئذح ِٓ 

د ِزبزخ فٟ الأِبوٓ اٌزٟ رىْٛ ِلائّخ ٌٍّغزٍٙى١ٓ . ) رسذ٠ذ ِىبْ ٚازذ ِٕبعت ٌٍّغزٍٙه خلاي خؼً إٌّزدب

 لإخشاء اٌخذِخ ٠ظٕغ "ِىبْ ٌٍفبئذح " ( .
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 .ٚثبٌزبٌٟ فئْ الإٔزبج لا ٠ىْٛ ػشٛائ١بً ثً ٠ىْٛ ٔبرح ػٓ خٙذ ػظ١ُ 

Operations (production) management: is the systematic direction and control of the 

activities that transform resources into finished services and goods that create value 

for and provide benefits to customers. 

ٟ٘ اٌزٛخ١ٗ إٌّٙدٟ ٚاٌزسىُ فٟ الأٔشطخ اٌزٟ رسٛي اٌّٛاسد إٌٝ خذِبد ربِخ اٌظٕغ إداسح ػ١ٍّبد الإٔزبج : 

 . ٚرٛفش ٌُٙ ِٕبفغ ّغزٍٙى١ٓل١ّخ ثبٌٕغجخ إٌٝ اٌ زٟ رخٍكٚاٌغٍغ اٌ

operations (production) managers are responsible for ensuring that operations 

activities create what customers want and need. 

 غزٍٙه . ٠ٚسزبخٗ آٌِّ أْ أٔشطخ اٌؼ١ٍّبد رخٍك ِب ٠ش٠ذٖ ٚظ١فخ ِذ٠شٞ ػ١ٍّبد الإٔزبج ٘ٛ اٌزأوذ 

 ِٚٓ أػّبٌُٙ أ٠ؼبَ اٌم١بَ ثٛػغ خطؾ ٌزس٠ًٛ اٌّٛاسد إٌٝ ِٕزدبد .

 ) ػ١ٍّخ اٌزظ١ٕغ  ( عٛاء خذِخ أٚ عٍؼخ  ِخطؾ ػ١ٍّخ رس٠ًٛ اٌّٛاسد. ) فُٙ (  ٚ٘ٛ  037طفسخ شىً 

  أٞ أٔٗ ِخطؾ ػبَ .. 

Input  Transformation activities  Output  
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Differences between service and goods manufacturing operation :  

 اٌفشق ث١ٓ ػ١ٍّبد رظ١ٕغ اٌغٍغ ٚ ػ١ٍّبد رظ١ٕغ اٌخذِخ . 

 ولا اٌؼ١ٍّز١ٓ رمَٛ ثزس٠ًٛ اٌّٛاد اٌخبَ إٌٝ ِٕزدبد ٔٙبئ١خ . 

 ) ِؼٍِٛخ سئ١غ١خ ( لجً اٌذخٛي إٌٝ اٌفشق ث١ٓ ولا اٌؼ١ٍّز١ٓ . 

In service operations, however, the raw materials, or inputs, are not things like 

glass or steel. Rather, they are people who have either unsatisfied needs or 

possessions needing care or alteration   & finished products or outputs are people 

with needs met and possessions serviced. 

١ٌغذ أش١بء ٔش٠ذ رس٠ٍٛٙب إٌٝ ِٕزح ٔٙبئٟ  " input" اٌّٛاد اٌخبَ ػ١ٍّبد رظ١ٕغ اٌخذِخ ..  اٌّذخلاد أٚفٟ 

.. ثً ُ٘ أشخبص ٌذ٠ُٙ ازز١بخبد أٚ ػذَ سػٝ ػٓ شٟء أٚ ٌذ٠ُٙ ِّزٍىبد ثسبخخ ٌزغ١١ش .. ِٓ خلاي 

ٝ ِخشخبد ٟٚ٘ ٔفظ الأشخبص ٌٚىٓ ػ١ٍّبد اٌخذِخ فئٕٔب ٔسٛي ٘زٖ اٌّذخلاد أٞ ٘ؤلاء الأشخبص إٌ

 ٠ىْٛ ٌذ٠ُٙ سػٝ ٠ٚىٛٔٛا لذ زظٍٛا ػٍٝ ازز١بخبرُٙ أٚ زظٍٛا ػٍٝ رغ١١ش ٌّّزٍىبرُٙ .. 

 

 ردؼً ػ١ٍّبد إٔزبج اٌخذِخ أوثش رؼم١ذاً ِٓ ػ١ٍّبد إٔزبج اٌغٍغ .  خٛأت 4

1) Interacting with customers . اٌزفبػً ِغ اٌّغزٍٙى١ٓ    

2) The intangible and unstorable  nature of some service . ؽج١ؼخ غ١ش ٍِّٛعخ ٚغ١ش  

 ِغزمشح ٌجؼغ اٌخذِبد 

3) The customers presence in the process . ٚخٛد اٌّغزٍٙه فٟ ػ١ٍّخ الإٔزبج    

4) Service quality considerations .  إػزجبساد خٛدح اٌخذِخ 
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 Interacting with customers  

) ِثلا ششوبد رمذَ خذِبد ثشِد١خ رسزبج ٌٍزٛاطً ِغ رزطٍغ ػ١ٍّبد إٔزبج اٌخذِخ اٌزفبػً ِغ اٌّغزٍٙه 

 اٌّغزٍٙه ززٝ رزّىٓ ِٓ إٔزبج اٌجشٔبِح اٌزٞ ٠ش٠ذٖ ثبٌزسذ٠ذ ( 

 The intangible and unstorable  nature of some service  

Two prominent characteristics set services apart from physical goods: 

 ٕ٘بن خبط١زبْ ثبسصربْ ر١ّضاْ اٌخذِخ ػٓ اٌغٍغ اٌٍّّٛعخ ..

1- Intangibility :  

 لا ٠ّىٓ ٌّظ اٌخذِبد ٌٚىٓ ل١ّزٙب ِؼ٠ٕٛخ فٟٙ رسمك ٘ذف ِؼ١ٓ ٌٍّغزٍٙه

2- Unstorability : 

can’t be produced ahead of time and then stored for high demand period 

 رز١ّض اٌخذِخ ثذسخخ ػب١ٌخ ِٓ ػذَ الاعزمشاس .. لا ٠ّىٓ رخض٠ٕٙب ٌٛلذ اٌسبخخ إ١ٌٙب فٟ فزشح اٌطٍت ػ١ٍٙب 

 "غ١ش لبثٍخ ٌٍزخض٠ٓ " 

 Customers presence in the operations process  

 لذ ٠زطٍت أز١بٔبً ٚخٛد اٌّغزٍٙه لإخشاء اٌخذِخ ... ِثلا ) طبٌْٛ اٌسلالخ ( .

 Intangibles Count for Service Quality 

، ثّب ٠خض اٌخذِبد فئْ خٛدح اٌؼًّ ٠غزخذَ اٌّغزٍٙىْٛ إخشاءاد ِخزٍفخ ٌٍسىُ ػٍٝ اٌغٍغ أٚ اٌخذِبد 

رخزٍف ػٓ خٛدح اٌخذِخ .. لذ رمَٛ ششوخ اٌزظ١ٍر ثزظ١ٍر ع١بسره ) خٛدح ػًّ ( ٌٚىٓ لذ رىْٛ غ١ش ساعِ 

 رّبِبً ػٓ اٌؼًّ ) خٛدح اٌخذِخ ( .
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 ُ الأٔٛاع اٌّخزٍفخ ِٓ الإٔزبج ِٓ اٌّف١ذ رظ١ٕف الإٔزبج ٚفمبً ٌلاخزلافبد فٟ ػ١ٍّبد اٌزشغ١ً .ٌفٙ

Operation process: set of methods and technologies used to produce a good or a 

service. 

 . ػ١ٍّخ اٌزشغ١ً : ٟ٘ ِدّٛػخ ِٓ الأعب١ٌت ٚاٌزم١ٕبد اٌّغزخذِخ لإٔزبج عٍؼخ أٚ خذِخ

 ٠ّىٕٕب رظ١ٕف اٌغٍغ زغت " عٍغ رظٕغ زغت اٌطٍت " أٚ " عٍغ رظٕغ ٌٍزخض٠ٓ " 

a ―make-to-order‖ or a ―make-to-stock‖ 

 

 ٠ّىٕٕب رظ١ٕف اٌخذِبد زغت دسخخ الإرظبي ثبٌّغزٍٙه 

We can classify services according to the extent of customer contact required 

 

Goods Production Processes: Make-to-Order versus Make-to-Stock Processes 

 ِثبي ٌزٛػ١ر اٌفشق : 

 اٌّلاثظ ٠ّىٓ رفظ١ٍٙب زغت اٌطٍت .. أٞ ٠زُ ز١بوزٙب ػٕذِب ٠مَٛ اٌّغزٍٙه ثطٍجٙب ٚزغت سغجزٗ .

As customer specific and need 

 .أٚ ٠زُ ز١بوخ ِلاثظ ٚٚػؼٙب فٟ ِسلاد ث١غ اٌزدضئخ 

Make-to-Order Operations: activities for one-of-a-kind or custom-made 

production. 

 أٔشطخ لإٔزبج ِخظض أٚ فش٠ذ .

Make-to-Stock Operations activities for producing standardized products for mass 

consumption. 

  to be sold in a store)رجبع فٟ اٌّزدش خؼٍٙب ( أٔشطخ لإٔزبج ِٕزدبد ِٛزذح ٌلاعزٙلان اٌشبًِ .
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Service Production Processes : Extent of customer contact 

(amount of contact between business and customer , customer and provider contact 

everyday)  

 رظ١ٕف اٌخذِبد زغت دسخخ الارظبي ثبٌّغزٍٙه . 

1- Low contact systems : level of customer contact in which the customer need 

not be part of the system to receive the service. 

 زبج اٌّغزٍٙه إٌٝ أْ ٠ىْٛ خضء فٟ رٍمٟ اٌخذِخ . فٟ ٘زا اٌّغزٜٛ لا ٠س

 ز٘بة إ١ٌٙب ( ) ِثلا ششوبد اٌىٙشثبء فبٌّغزٍٙه ٠سظً ػٍٝ اٌىٙشثبء ثذْٚ اٌزٛاطً ِغ اٌششوخ ٔفغٙب أٚ اٌ

2- High contact systems:level of customer contact in which the customer is part 

of the system during service delivery. 

 فٟ ٘زا اٌّغزٜٛ ٠ىْٛ اٌّغزٍٙه خضء فٟ رٍمٟ اٌخذِخ . 

 ِثلا ) رفظ١ً اٌّلاثظ فبٌّغزٍٙه ػٍٝ دسخخ ػب١ٌخ ِٓ الارظبي ِغ اٌخ١بؽ اٌزٞ ٠مذَ اٌخذِخ (  
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*Business Strategy as the driver of Operation  

 

-Business Strategy Determines Operations Capabilities 

Operations Capability (Production Capability): special ability that production does 

especially well to outperform the competition. 

ق ػٍٝ إٌّبفغٌمذسح ػٍٝ اٌؼ١ٍّبد )اٌمذسح ػٍٝ الإٔزبج( اٌمذسح اٌخبطخ ػٍٝ أداء خا ّٛ  ١ٓ .١ذ ثشىً خبص ٌٍزف

ٟٚ٘ اٌزٟ ر١ّض وً ششوخ ػٓ غ١ش٘ب .. ) ثّؼٕٝ أٛ ث١ىْٛ ػٕذ٘ب لذسح ػٍٝ اشٟ ِؼ١ٓ ث١خ١ٍٙب ِزفٛلخ ف١ٗ 

 ػٍٝ ثم١خ اٌششوبد  ( .. 

ثبلاػبفخ إٌٝ اِزلاوٙب خظبئض ٌٍؼ١ٍّبد ٌزٕف١ز رٍه اٌمذسح اٌزٟ رّزٍىٙب ٠ٚىْٛ رشو١ض الأٔشطخ ٌذ٠ٙب ِٓ 

 الأوثش أ١ّ٘خ إٌٝ الألً. 

The four main business strategies to win customers: 

1- Quality  اٌدٛدح 

2- Low price  اٌغؼش إٌّخفض 

3- Flexibility اٌّشٚٔخ    

4- Dependability الاػزّبد٠خ    

ششوبد ِخزٍفخ وً ششوخ إٌٙب اعزشار١دٟ ِٓ الأسثؼخ ٚأػّبي ثزمَٛ ف١ٙب  4ث١سىٟ ػٓ   ( 042ِثبي طفسخ 

 ٌزٕف١ز الاعزشار١د١خ  ( .. 

 ) ث١سىٟ ػٓ وً اعزشار١د١خ ٚاٌخظبئض اٌزشغ١ٍ١خ اٌشئ١غ١خ ٌٙب  ( .. 042خذٚي طفسخ 

 

-Expending into additional capabilities  

اٌزٛعغ فٟ لذساد إػبف١خ .. رغؼٝ اٌششوبد لاِزلان أوجش و١ّخ ِٓ اٌمذساد ززٝ رظً إٌٝ إٌدبذ 

 اٌّغزمجٍٟ. 
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Operating planning    

The planning activities fall into five categories:  

1) Capacity planning 

2) Location planning 

3) Layout planning 

4) Quality planning 

5) Methods planning  

1-Capacity: amount of a product that a company can produce under normal 

conditions. 

 ٍششوٙب إٔزبخٙب فٟ اٌظشٚف اٌؼبد٠خ . اٌغؼخ : و١ّخ إٌّزدبد اٌزٟ ٠ّىٓ ٌ

 عؼخ اٌششوخ رؼزّذ ػٍٝ ػذد اٌّٛظف١ٓ اٌزٟ ٠ّىٓ ٌٍششوخ رٛظ١فُٙ ٚػذد ٚزدُ ِشافمٙب .

2-Location planning 

 ٔظشاً لأْ اٌّٛلغ ٠ؤثش ػٍٝ رىب١ٌف الأزبج ٚاٌّشٚٔخ فئْ اٌزخط١ؾ اٌغ١ٍُ ٌٍّٛلغ ُِٙ .

3-Layout planning 

-layout : is the physical location or floor plan for machinery, equipment, 

customers, service stations. 

 ٟ٘ اٌّٛلغ اٌفؼٍٟ ٌلآلاد ٚاٌّؼذاد ٚاٌّغزٍٙى١ٓ ِٚسطبد اٌخذِخ .
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- three well-known alternatives layout 

a) custom-products layouts ( Process layout ) :  physical arrangement of production 

activities that groups equipment and people according to function. 

 اٌزشر١ت اٌّبدٞ لأٔشطخ الإٔزبج اٌزٟ رمَٛ ثزد١ّغ اٌّؼذاد ٚالأشخبص زغت اٌٛظ١فخ.

b) same-steps layouts ( Product layout ): physical arrangement of production steps 

designed to make one type of product in a fixed sequence of activities according to 

its production requirements. 

اٌزشر١ت اٌّبدٞ ٌخطٛاد الإٔزبج اٌّظّّخ ٌظٕغ ٔٛع ٚازذ ِٓ إٌّزدبد فٟ رزبثغ ثبثذ ٌلؤٔشطخ ٚفمبً 

  ٌّزطٍجبد الإٔزبج اٌخبطخ ثٙب.

 assembly line layoutٚثّغّٝ آخش 

assembly line layout  : a same-steps layout in which a product moves step by step 

through a plant on conveyor belts or other equipment until it is completed. 

 أٚ ِؼذاد أخشٜ ززٝ ٠زُ إوّبٌٗ. دٕزح خطٛح ثخطٛح ػجش ِظٕغ ػٍٝ ٔبللاز١ث ٠زسشن اٌّ

 ) رخط١ؾ ع١ش خطٛاد رظ١ٕغ إٌّزح ( 

c) fixed position layout : labor ,equipment , materials , and other resources are 

brought to the geographic location where all production work is done . 

 ١ث ٠زُ رد١ّغ أػّبي الإٔزبج .٠زُ خٍت اٌؼّبي ٚاٌّؼذاد ٚاٌّٛاد ٚاٌّٛاسد الأخشٜ اٌٝ اٌّٛلغ اٌدغشافٟ ز
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 4-quality planning 

Quality: combination of  ―characteristics of a product or service that bear on its 

ability to satisfy stated or implied needs ‖  

 ِسذدح .خ الازز١بخبد خظبئض ِٕزح أٚ خذِخ رزسًّ لذسرٙب ػٍٝ رٍج١ِض٠ح ِٓ اٌدٛدح ٟ٘ 

Performance: dimension of quality that refers to how well a product does what it is 

supposed to do. 

 الأداء ٟ٘ أثؼبد اٌدٛدح اٌزٟ رش١ش إٌٝ ِذٜ خٛدح أداء إٌّزح ِمبسٔخ ٌّب ٠فزشع أْ ٠مَٛ ثٗ إٌّزح .

Consistency: dimension of quality that refers to sameness of product quality from 

unit to unit. 

 اٌزٕبعك ٟ٘ أثؼبد اٌدٛدح اٌزٟ رش١ش إٌٝ رشبثٗ خٛدح إٌّزح ِٓ ٚزذح إٌٝ أخشٜ .

5-method planning 

a)improving process flows 

b)improving customer service  
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*Quality Improvement & Total Quality Management 

Quality control: action of ensuring that operation produce products that meet 

specific quality standards  

 . ٌّٕزدبد اٌزٟ رٍجٟ ِؼب١٠ش اٌدٛدح اٌّسذدحاٌؼًّ ػٍٝ ػّبْ إٔزبج ا ِشالجخ اٌدٛدح:

 اٌزٕبفظ ػٍٝ ٔطبق ػبٌّٟ ..٠دت أْ رفىش اٌششوخ فٟ ثٕبء خٛدح ٌٍغٍغ ٚاٌخذِبد ِٓ أخً 

-The quality-productivity connection :  

ارظبي اٌدٛدح ٚالأزبخ١خ ِغ ثؼؼُٙ اٌجؼغ فٟ اٌج١ئبد اٌزٕبفغ١خ .. فبٌششوخ لا رىزفٟ ثبلا٘زّبَ فٟ اٌدٛدح ثً 

 رٙزُ أ٠ؼبً ثبلأزبخ١خ اٌزٟ رشػٟ اٌّغزٍٙى١ٓ ٌززسغٓ اٌّج١ؼبد ٚرضداد الأسثبذ

Productivity: the amount of output produced compared with the amount of 

resources used to produce that output. 

 الإٔزبخ١خ ٟ٘ ِمذاس الإٔزبج إٌبرح ِمبسٔخ ثى١ّخ اٌّٛاسد اٌّغزخذِخ لإٔزبج رٌه إٌبرح . 

 ٚرؼزجش الأزبخ١خ ِم١بط لأداء الالزظبد .

Labor productivity of a country = 

 GPD for the year / total number of labor hours worked for the year 

 

-Total quality management ( TQM )  

: all activities involved in getting high-quality goods and services into the 

marketplace . 

  اٌدٛدح فٟ اٌغٛقخ١ّغ الأٔشطخ اٌزٟ ٠ٕطٛٞ ػ١ٍٙب اٌسظٛي ػٍٝ عٍغ ٚخذِبد ػب١ٌخ 

TQM first evaluate  

1) the cost of poor quality  رم١١ُ رىب١ٌف اٌدٛدح اٌذ٠شخ 

 then 

 2) (Quality Ownership) taking responsibility for quality لجٛي اٌّغؤ١ٌٚخ ػٍٝ اٌدٛدح 
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Quality Ownership: principle of total ­quality management that holds that quality 

belongs to each person who creates it while performing a job. 

  أْ اٌدٛدح رخض وً شخض ٠مَٛ ثئٔشبئٙب أثٕبء أداء اٌٛظ١فخ.٠ؤوذ ػٍٝ ِجذأ 

 

Tools for TQM  

 competitiveِئبد الأدٚاد أثجزذ فبئذرٙب فٟ رسغ١ٓ اٌدٛدح ، خبطخ فبئذرٙب فٟ رس١ًٍ إٌّزح اٌزٕبفغٟ 

product analysis  

Competitive Product Analysis: process by which a company analyzes a 

competitor’s products to identify desirable improvements. 

ػجبسح ػٓ ػ١ٍّخ رس١ًٍ ِٕزدبد إٌّبفغ١ٓ ، ٚرسذ٠ذ اٌزسغ١ٕبد اٌزٟ ٠دت اٌم١بَ ثٙب ػٍٝ إٌّزح اٌخبص 

 TQMٌؼ١ٍّخ ػجش ػذح أدٚاد رشٍّٙب اي... ٚرزُ ٘زٖ ا ثبٌششوخ.

Five of the most commonly used tool for TQM :  

1) Value-added analysis 

2) Quality Improvement Teams 

3) Getting closer to the customer  

4) The ISO series  

5) Business process reengineering  

 

- Value – added analysis: process of evaluating all work activities, materials 

flows, and paperwork to determine the value that they add for customers. 

٠ذ اٌم١ّخ رس١ًٍ اٌم١ّخ اٌّؼبفخ: ػ١ٍّخ رم١١ُ خ١ّغ أٔشطخ اٌؼًّ ، ٚرذفك اٌّٛاد ، ٚالأػّبي اٌٛسل١خ ٌزسذ

 ّغزٍٙى١ٓ .اٌزٟ ٠ؼ١فٛٔٙب ٌٍ

- Quality Improvement Team: TQM tool in which collaborative groups of 

employees from various work areas work together to improve quality by 

solving common shared production problems. 

فش٠ك رسغ١ٓ اٌدٛدح: أداح رؼًّ ف١ٙب ِدّٛػبد اٌّٛظف١ٓ اٌزؼب١١ٔٚٓ ِٓ ِخزٍف ِدبلاد اٌؼًّ ٌزسغ١ٓ  

 ِٓ خلاي زً ِشىلاد الإٔزبج اٌّشزشوخ.اٌدٛدح 
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-Getting closer to the customer  

 ٌّؼشفخ ِب ٠ش٠ذٖ أْ ٠ىْٛ فٟ إٌّزح اٌزٞ ٠ش٠ذ أْ ٠غزٍٙىٗ .الالزشاة ِٓ اٌّغزٍٙه 

 

 

-The ISO series  

The ISO (pronounced ICE-oh) label is a mark of quality achievement that is 

respected throughout the world and, in some countries, it’s a requirement for doing 

business. 

ٌجٍذاْ ، ٟ٘ ػلاِخ ػٍٝ رسم١ك اٌدٛدح اٌزٟ رسظٝ ثبززشاَ فٟ خ١ّغ أٔسبء اٌؼبٌُ ، ٚفٟ ثؼغ ا  ISOػلاِخ 

   ٘ٛ ششؽ ٌّّبسعخ الأػّبي اٌزدبس٠خ.

a)ISO 9000 : program certifying that a factory, laboratory, or office has met the 

­quality management standards set by the ­International Organization for 

Standardization. 

إداسح اٌدٛدح اٌزٟ ٚػؼزٙب إٌّظّخ اٌذ١ٌٚخ  ِؼب١٠شاوزغت  لذ ِىزتأٚ  اِخزجشًأٚ  ِظٕؼًبأْ  ٠ثجذ ثشٔبِح

 . ٌٍزٛز١ذ اٌم١بعٟ

b)ISO 14000: certification program attesting to the fact that a factory, laboratory, 

or office has improved its environmental performance. 

 .اٌج١ئٟ أدائٗ لذ لبَ ثزسغ١ِٓىزت  شٙبدح رشٙذ ػٍٝ زم١مخ أْ ِظٕغ أٚ ِخزجش أٚ 

 

-Business process reengineering  

: Re thinking and radical redesign of business processes to improve performance, 

quality, and productivity. 

  .ٌؼ١ٍّبد الأػّبي ٌزسغ١ٓ الأداء ٚاٌدٛدح ٚالإٔزبخ١خ ح اٌزفى١ش ٚإػبدح اٌزظ١ُّ إػبد

  ( Improving business process) )ثّؼٕٝ إػبدح ٕ٘ذعخ اٌؼًّ ( .

*Adding value through supply chains 
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The term ―Supply chain‖ refer to the group of companies and stream of activities 

that work together to create a product  

 . اٌششوبد رؼًّ ِؼبً لإٔشبء ِٕزحِدّٛػخ ٠ش١ش ِظطٍر عٍغٍخ اٌزٛس٠ذ إٌٝ 

A supply chain (or value chain) for any product:  is the flow of information, 

materials, and services that starts with raw-materials suppliers and continues 

adding value through other stages in the network of firms until the product reaches 

the end customer. 

رذفك اٌّؼٍِٛبد ٚاٌّٛاد ٚاٌخذِبد اٌزٟ رجذأ ثّٛسدٞ اٌّٛاد اٌخبَ عٍغٍخ اٌزٛس٠ذ إٌٝ أٞ ِٕزح ػجبسح ػٓ 

 إٌٙبئٟ. ّغزٍٙهٌششوبد ززٝ ٠ظً إٌّزح إٌٝ اٌٚرغزّش فٟ إػبفخ اٌم١ّخ ػجش اٌّشازً الأخشٜ فٟ شجىخ ا

 

-supply chain strategy  

a) Supply chain management (SCM ) : principle of looking at the supply chain as a 

whole to improve the overall flow through the system 

 ِجذأ إٌظش إٌٝ رسغ١ٓ عٍغٍخ اٌزٛس٠ذ وىً ٌزسغ١ٓ اٌزذفك اٌىٍٟ ٌٍّؼٍِٛبد ٚاٌّٛاد ٚاٌخذِبد ٚغ١ش٘ب .

b) Reengineering supply chain for better results  

إػبدح ٕ٘ذعخ عٍغٍخ اٌزٛس٠ذ ٌزؼطٟ ٔزبئح أفؼً ، ِٓ أخً خفغ اٌزىب١ٌف ٚرغش٠غ اٌخذِخ ٚرٕغ١ك رذفك 

 اٌّؼٍِٛبد .

 

Outsourcing: replacing internal processes by paying suppliers and distributors to 

perform business processes or to provide needed materials or service. 

ٌٍم١بَ ثؼ١ٍّبد الأػّبي أٚ  ٌٍّٛسد٠ٓالاعزؼبٔخ ثّظبدس خبسخ١خ: اعزجذاي اٌؼ١ٍّبد اٌذاخ١ٍخ ػٓ ؽش٠ك دفغ 

 . ) ثّؼٕٝ ششاء ِٛاد خبسخ١خ ِٓ أخً اعزىّبي إٌّزح اٌخبص ثبٌششوخ( زٛف١ش اٌّٛاد أٚ اٌخذِبد اٌلاصِخٌ
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